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During the last few years, social-economic systems have been involved in a rapid change at 
a European and at a wider international level. This process has triggered a renewed interest for 
topics related to the instruments for the evaluation of services for the society. This phenomenon has 
been mostly due to the request of both the productive system and that of public institutions for  
techniques suitable for evaluating the efficacy, efficiency and quality of services, with respect to not 
only the customer satisfaction but also to the impact of the evaluation on the innovation of these 
services.  
The Conference “INNOVAZIONE E SOCIETÀ 2011. Metodi statistici per la 
valutazione dei servizi (IES2011)”,  is the fifth edition of the two-year event of the Permanent 
Group "Statistica per la Valutazione e Qualità nei Servizi" of the Italian Statistical Society (SIS). It  
aims to provide approaches and statistical methodologies for the evaluation of services that are 
currently used in different contests of the society whilst  participating  to the discussion on the 
consequences of service innovation, by  including different actors of economics and social policies.  
The Conference thus, is open to the participation and to the discussion with researchers, 
experts and executives responsible for  development policies dealing with evaluation, innovation 
and society. 
The Department of Economics, Management and Statistics, of the University Bicocca of 
Milan, organized the Conference IES 2013. The conference encompassed ten presentations 
organized in two plenary talks, six invited sessions and two round tables. Moreover seven 
contributed sessions have been held, underlining a very strong interest aroused by the issue of 
evaluation, which attracted not only statisticians; as well as  economists, managers and executives 
from the  public and private domain. 
The book presents statistical methods, models  and  applications that can usefully support 
the evaluation of services. The thirty papers included in this special issue represent a set of 
conference presentations.  
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The papers were selected in a second peer review process after the conference. The papers 
view different statistical methods applied in the main contests of the society: education, justice, 
health, public administration, transport, private sector, environment and agro-food sector. Particular 
attention has been given to the use of statistical methods for Customer Satisfaction evaluation.  
Within the context of Education topics such as teaching evaluation and effectiveness of 
University studies in the Job placement were dealt. 
The research context underlined the advantages and disadvantages of techniques employed 
in Italy by ANVUR (National Agency for the Evaluation of the University System and Research) 
for the  ranking of Italian Universities. Customer satisfaction have been proposed in the application 
of Bayesian networks and weighted log-odds ratio. Within the Public Administration framework, 
interesting contributions have focused on the evaluation of justice. For the private sector interesting 
applications of statistical methods have been proposed  in thecontext of marketing and analysis of 
consumer choices. With regard to the statistical methodology, insights and innovative suggestions 
were instead offered regarding the Structural Equation Models, Stochastic Frontier Analysis, 
Logistic Regression, Partial Least Square and Co - Inertia Analysis.  
We would like to express our gratitude to the members of the Scientific Program Committee 
for their ability to attract interesting contributions. We wish also thank the session organizers for 
inviting speakers, the chair persons and discussants of the session for their stimulating comments 
and suggestions. We are very grateful to the referees for their careful reviews of the submitted 
papers and for the time spent in this professional activity. We gratefully acknowledge the 
Department of Economics, Management and Statistics of the University Milan Bicocca and the  
Center  B-ASC (Bicocca Applied Statistics Center).  
The hope is that the research areas addressed in this conference have an ever greater both in 
terms of application, both the methodology and the various national and international experiences  
lead to solid common tools for assessment.  
